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Commerce

First Contact Resolution 

Top Number - Total Incidents

Bottom Number - First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact .

Cells displayed show the number of incidents resolved on first contact during the reporting period.

Low Medium FCR Total

Commerce 92

44

1

0

93

44

Customer Company Total 92
44

1
0

93
44

Customer Company
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 

Customer Company
Low Medium MIR Total

Commerce 92

4

1

0

93

4

Customer Company Total 92
4

1
0

93
4
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Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium ATTIR Total

Commerce 92

0.13

1

0.00

93

0.13

Customer Company Total 92
0.13

1
0.00

93
0.13

Customer Company
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Customer Company
Low Medium MR Total

Commerce 92

0

1

0

93

0

Customer Company Total 92
0

1
0

93
0
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Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Low Medium ATTR Total

Commerce 91

0.48

1

0.00

92

0.48

Customer Company Total 91
0.48

1
0.00

92
0.48

Customer Company
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Detail

PC/Laptop Performance NoneINC000000319773 No  0.00TIR:TIR Missed:Ao Pauga

LowCommerceMetro A Desktop Support No TTR:TTR Missed:Julie VanBeekum Closed

Telecom Feature NoneINC000000321083 No  0.25TIR:TIR Missed:Irene Woodford

LowCommerceVoice Operations No  0.54TTR:TTR Missed:Lois Schow Closed

Network Incident NoneINC000000322348 No  0.10TIR:TIR Missed:Cyndy Nelson

LowCommerceMetro A Desktop Support No  4.88TTR:TTR Missed:Julie VanBeekum Closed

Telecom Feature TelephoneINC000000322619 No  0.22TIR:TIR Missed:Michael Hines

LowCommerceVoice/Data/WAN Services No  0.26TTR:TTR Missed:Spencer Blodgett Closed

Telecom Call/Receive TelephoneINC000000322908 No  0.05TIR:TIR Missed:Carolyn Dennis

LowCommerceVoice Operations No  1.63TTR:TTR Missed:Gail Christiansen Closed

Print/Copy/Scan/Fax Paper Jam NoneINC000000323395 No  0.78TIR:TIR Missed:Van Kagie

LowCommerceMetro A Desktop Support No  0.78TTR:TTR Missed:Edward Fortner Closed

Network Error NoneINC000000323429 No  0.00TIR:TIR Missed:Milissa Vanderiet

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Brenda Treadway Closed

Print/Copy/Scan/Fax None NoneINC000000323699 Yes  1.07TIR:TIR Missed:Jody Colvin

LowCommerceMetro A Desktop Support No  2.30TTR:TTR Missed:Julie VanBeekum Closed

Print/Copy/Scan/Fax None NoneINC000000323700 Yes  1.10TIR:TIR Missed:Jody Colvin

LowCommerceMetro A Desktop Support No  2.30TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000323803 No  0.00TIR:TIR Missed:Renda Christensen

LowCommerceMetro A Desktop Support No  2.18TTR:TTR Missed:Julie VanBeekum Closed

Network Performance NoneINC000000324042 No  0.00TIR:TIR Missed:Jody Woolf

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000324045 No  0.00TIR:TIR Missed:Kent Barnes

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Error NoneINC000000324214 No  0.00TIR:TIR Missed:David B Taylor

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000324431 No  0.00TIR:TIR Missed:Christy Daskalakis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000325141 No  0.00TIR:TIR Missed:Kent Barnes

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Password Utah Master DirectoryINC000000325200 No  0.00TIR:TIR Missed:Theresa Reinders

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Closed
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None None NoneINC000000325327 No  0.00TIR:TIR Missed:Jim Bolton

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Closed

None None NoneINC000000325727 No  0.00TIR:TIR Missed:Debra Troxel

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Mobile Devices Error BlackBerry ConfigurationINC000000326495 No  0.86TIR:TIR Missed:Michele Beck

LowCommerceApplication Services No  1.58TTR:TTR Missed:Danielle Hood Closed

PC/Laptop Virus NoneINC000000326731 No  0.10TIR:TIR Missed:Marcia Corak

LowCommerceMetro A Desktop Support No  1.84TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000326754 Yes  1.57TIR:TIR Missed:Pia Gonzalez

LowCommerceMetro A Desktop Support No  1.62TTR:TTR Missed:Julie VanBeekum Closed

Application Error Microsoft WordINC000000327072 No  0.00TIR:TIR Missed:Connie Call

LowCommerceMetro A Desktop Support No  1.39TTR:TTR Missed:Julie VanBeekum Closed

Application Error NoneINC000000328107 No  0.00TIR:TIR Missed:Jared Memmott

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Incident Microsoft Windows XP ProfessionalINC000000328188 No  0.31TIR:TIR Missed:Cheryl Murray

LowCommerceMetro A Help Desk No  0.31TTR:TTR Missed:Ed Conrad Closed

Network Password Novell Client for 32-bit WindowsINC000000328289 No  0.00TIR:TIR Missed:Hsienming Liu

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Cindy Schroeder Closed

Network Password Novell Client for 32-bit WindowsINC000000328310 No  0.00TIR:TIR Missed:Yvonne King

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Closed

None None NoneINC000000328311 No  0.00TIR:TIR Missed:Bowen Call

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000328325 No  0.00TIR:TIR Missed:Katherine Klotovich-Wilson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000328454 No  0.00TIR:TIR Missed:Barbara Waters

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Network Incident NoneINC000000328465 Yes  1.48TIR:TIR Missed:Connie Call

LowCommerceMetro A Hosting No  1.74TTR:TTR Missed:Tom Carney Closed

PC/Laptop Error NoneINC000000328619 No  0.00TIR:TIR Missed:Peter Bresko

LowCommerceMetro A Desktop Support No  0.64TTR:TTR Missed:Julie VanBeekum Closed

Application Reporting NoneINC000000328980 No  0.29TIR:TIR Missed:Marvin Sims

LowCommerceCapitol Hosting No  0.29TTR:TTR Missed:Joe Benson Closed

None None NoneINC000000329214 No  0.00TIR:TIR Missed:Barbara Waters

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed
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None None NoneINC000000329217 No  0.00TIR:TIR Missed:Mia Larson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

PC/Laptop Error NoneINC000000329782 No  0.00TIR:TIR Missed:Carol Inglesby

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Error Microsoft WordINC000000329783 No  0.67TIR:TIR Missed:Peter Bresko

LowCommerceApplication Support No  4.22TTR:TTR Missed:Michele Madris-Orrell Closed

Telecom Feature NoneINC000000330277 No  0.12TIR:TIR Missed:Daniel Jones

LowCommerceVoice Operations No  0.21TTR:TTR Missed:Lois Schow Closed

Telecom CrossTalk/Noise/Static TelephoneINC000000330664 No  0.10TIR:TIR Missed:Tatiana McWhorter

LowCommerceVoice/Data/WAN Services No  0.21TTR:TTR Missed:Greg Blessing Resolved

PC/Laptop Hardware NoneINC000000330937 No  0.34TIR:TIR Missed:Joni Zenger

LowCommerceMetro A Desktop Support No  0.34TTR:TTR Missed:Julie VanBeekum Closed

Telecom Feature TelephoneINC000000331527 No  0.16TIR:TIR Missed:Jody Colvin

LowCommerceVoice Operations No  0.98TTR:TTR Missed:Lois Schow Closed

None None NoneINC000000332919 No  0.00TIR:TIR Missed:Karen McCall

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

None None NoneINC000000333193 No  0.00TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Application Password NoneINC000000333198 No  0.00TIR:TIR Missed:Ron Slusher

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Closed

Telecom Call Management TelephoneINC000000333241 No  0.09TIR:TIR Missed:Scott Drummond

LowCommerceVoice Operations No  0.32TTR:TTR Missed:Lois Schow Resolved

Telecom Voice Mail TelephoneINC000000333345 No  0.07TIR:TIR Missed:Christy Daskalakis

LowCommerceVoice Operations No  0.12TTR:TTR Missed:Annette Nielsen Closed

Application None Novell MessengerINC000000333447 No  0.00TIR:TIR Missed:Travis Cardwell

LowCommerceMetro A Help Desk No  0.16TTR:TTR Missed:Cindy Schroeder Resolved

Network Password Novell Client for 32-bit WindowsINC000000333452 No  0.00TIR:TIR Missed:Dan Gimble

LowCommerceHelp Desk No  0.00TTR:TTR Missed:Brenda Treadway Closed

Print/Copy/Scan/Fax None NoneINC000000333544 No  0.11TIR:TIR Missed:Danny Martinez

LowCommerceMetro A Desktop Support No  1.70TTR:TTR Missed:Julie VanBeekum Closed

Telecom Voice Mail TelephoneINC000000333588 No  0.04TIR:TIR Missed:Christy Daskalakis

LowCommerceOrder Desk No  0.29TTR:TTR Missed:Alicia Zenner Closed

Telecom Voice Mail TelephoneINC000000333600 No  0.06TIR:TIR Missed:Christy Daskalakis

LowCommerceVoice Operations No  0.06TTR:TTR Missed:Annette Nielsen Closed
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Print/Copy/Scan/Fax None NoneINC000000333626 No  0.12TIR:TIR Missed:Van Kagie

LowCommerceMetro A Desktop Support No  0.72TTR:TTR Missed:Julie VanBeekum Closed

Telecom Dial Tone TelephoneINC000000333715 No  0.34TIR:TIR Missed:Charles H Peterson

LowCommerceVoice/Data/WAN Services No  0.62TTR:TTR Missed:Greg Blessing Resolved

Application Reporting Novell GroupWiseINC000000334171 No  0.24TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support N/A TTR:TTR Missed:None Resolved

Application Error NoneINC000000334232 No  0.00TIR:TIR Missed:Louise McMillian

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error Microsoft WordINC000000334297 No  0.15TIR:TIR Missed:Adele Bancroft

LowCommerceMetro A Desktop Support No  0.34TTR:TTR Missed:Julie VanBeekum Resolved

Telecom Dial Tone TelephoneINC000000334380 No  0.19TIR:TIR Missed:Steve Cooley

LowCommerceVoice Operations No  0.47TTR:TTR Missed:Lois Schow Resolved

None None NoneINC000000334683 No  0.00TIR:TIR Missed:Allyson Robinson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Error License Enforcement SystemINC000000334766 No  0.00TIR:TIR Missed:Daniel Jones

LowCommerceApplication Support No  0.31TTR:TTR Missed:Karen Duncan Closed

None None NoneINC000000334782 No  0.00TIR:TIR Missed:Larry Gooch

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Incident NoneINC000000335047 No  0.00TIR:TIR Missed:Jody Woolf

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000335049 No  0.00TIR:TIR Missed:Brenda Salter

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000335054 No  0.01TIR:TIR Missed:Clyde Ormond

LowCommerceMetro A Hosting No  0.01TTR:TTR Missed:Keith Scholl Resolved

Network Incident NoneINC000000335056 No  0.00TIR:TIR Missed:Jeffery Nielsen

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000335057 No  0.00TIR:TIR Missed:Teresa L Swanson

MediumCommerceMetro A Hosting No  0.00TTR:TTR Missed:None Resolved

Network Incident NoneINC000000335059 No  0.00TIR:TIR Missed:Toni Heldman

LowCommerceMetro A Help Desk No TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000335061 No  0.00TIR:TIR Missed:Cheryl Murray

LowCommerceMetro A Help Desk No TTR:TTR Missed:Liz Evans Resolved

Network Incident NoneINC000000335063 No  0.00TIR:TIR Missed:Sheila Johnson

LowCommerceMetro A Help Desk No TTR:TTR Missed:Liz Evans Resolved
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Network Password NoneINC000000335136 No  0.00TIR:TIR Missed:Connie Call

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000335372 No  0.00TIR:TIR Missed:Adam Watson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000335375 No  0.00TIR:TIR Missed:Dan Gimble

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Performance NoneINC000000335568 No  0.00TIR:TIR Missed:Tyler Clawson

LowCommerceMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Print/Copy/Scan/Fax None NoneINC000000335807 No  0.18TIR:TIR Missed:Pia Gonzalez

LowCommerceMetro A Desktop Support No  0.67TTR:TTR Missed:Edward Fortner Resolved

None None NoneINC000000336321 No  0.00TIR:TIR Missed:Traci Gundersen

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000336724 No  0.00TIR:TIR Missed:Connie Call

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000336742 No  0.00TIR:TIR Missed:Kimberly Jensen

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Hardware NoneINC000000336746 No  0.00TIR:TIR Missed:Sharon Smalley

LowCommerceMetro A Desktop Support No  1.44TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000337128 No  0.00TIR:TIR Missed:Dee Johnson

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop None NoneINC000000337443 No  0.00TIR:TIR Missed:Connie Call

LowCommerceMetro A Hosting No  0.99TTR:TTR Missed:Tom Carney Resolved

None None NoneINC000000337867 No  0.00TIR:TIR Missed:Tim Davis

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

PC/Laptop Error NoneINC000000337926 No  0.34TIR:TIR Missed:Michael Palumbo

LowCommerceMetro A Desktop Support No  0.34TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000337985 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000337987 No  0.00TIR:TIR Missed:Julie Price

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Network Error Novell Client for 32-bit WindowsINC000000338403 No  0.00TIR:TIR Missed:Charles H Peterson

LowCommerceMetro A Help Desk No  0.24TTR:TTR Missed:Ed Conrad Resolved

Network Error Novell Client for 32-bit WindowsINC000000338549 No  0.00TIR:TIR Missed:Michael Pitts

LowCommerceMetro A Help Desk No  0.03TTR:TTR Missed:Ed Conrad Resolved
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Application Error State Payroll Time Entry System / Employee Self-ServiceINC000000338655 No  0.00TIR:TIR Missed:Pia Gonzalez

LowCommerceMetro A Help Desk No  0.15TTR:TTR Missed:Ed Conrad Resolved

None None NoneINC000000338756 No  0.00TIR:TIR Missed:Debra Troxel

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000338902 No  0.00TIR:TIR Missed:Robyn Barkdull

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

None None NoneINC000000339250 No  0.00TIR:TIR Missed:Jeffery Nielsen

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Telecom Voice Mail TelephoneINC000000339325 No  0.30TIR:TIR Missed:Ann Skaggs

LowCommerceVoice Operations No  0.54TTR:TTR Missed:Lois Schow Resolved

None None NoneINC000000339582 No  0.00TIR:TIR Missed:Grant Allen

LowCommerceMetro A Desktop Support No  0.00TTR:TTR Missed:Julie VanBeekum Resolved

Application Reporting Novell GroupWiseINC000000339815 No  0.10TIR:TIR Missed:Joni Zenger

LowCommerceMetro A Desktop Support No  2.09TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax Error Code NoneINC000000339838 No  0.00TIR:TIR Missed:Sharon Smalley

LowCommerceMetro A Desktop Support No  0.49TTR:TTR Missed:Julie VanBeekum Resolved

Print/Copy/Scan/Fax Incident NoneINC000000339856 No  0.24TIR:TIR Missed:Elizabeth Blaylock

LowCommerceMetro A Desktop Support No  0.24TTR:TTR Missed:Julie VanBeekum Resolved
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